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Performance Indicator Definition: 
Total GSA operating cost as a percent of goods and services provided. For all of GSA’s major products or 
services: Total operating costs (direct and indirect) divided by total revenues. 

 
KC 2 Total GSA operating cost as a percentage of goods and services provided 
Lead Office: OCFO 

Fiscal Year 2019 2020 2021 2022 2023 2024 

Target 9.00% 8.60% 8.25% 8.09% 8.09% 8.09% 

Results 8.01% 7.64% 7.24%* 7.45% TBD TBD 

*FY 2021 result has been revised from previously reported value due to adjustments to historical revenue amounts. 
 

KC 3 - GSA Overall Employee Engagement Index (EEI) 

Benefit to the Public: 
A workforce that places the customer at the center of daily operations is able to deliver on current 
needs and provide solutions that meet future requirements. Developing a proactive workforce of this 
caliber enables successful delivery of new and expanded offerings. 

Performance Indicator Definition: 
The U.S. Office of Personnel Management (OPM) measures an Employee Engagement Index, which 
assesses critical conditions conducive for employee engagement. Questions from the OPM Federal 
Employee Viewpoint Survey (FEVS) are used to calculate the Employee Engagement Index. The index 
comprises FEVS questions in three subcategories: “Leaders Lead,” “Supervisors,” and “Intrinsic Work 
Experience.” The index is calculated by taking the average percent positive response to each of the 
FEVS questions in the three subcategories. 

 
KC 3 GSA Overall Employee Engagement Index (EEI) 
Lead Office: Service & Staff Offices 

Fiscal Year 2019 2020 2021 2022 2023 2024 

Target 77% 78% 83% 83% 83% +1% OR 
Prior Result * 

Results 78% 83% 83% 83% N/A N/A 

*If EEI score decreases from previous year, then the target would be a 1 percent increase from prior year’s result. If EEI score remains constant or 
increases from previous year, target would equal prior year’s result. 

 
KC 4 - GSA Federal Information Technology Acquisition Reform Act (FITARA) Scorecard Score 

Benefit to the Public: 
The FITARA Scorecard is important in providing transparent measurement of how agencies are 
achieving incremental implementation of the legislation aimed at improving their IT acquisitions and 
operations. The scorecard also drives accountability around IT investments and promotes cost savings 
for agencies. 
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Performance Indicator Definition: 
FITARA was passed in 2014 to modernize the Federal Government’s IT. Since the law’s implementation, 
the House Committee on Oversight and Reform and the GAO have worked together to release a 
scorecard that assesses agencies’ FITARA implementation efforts. Agency FITARA grades typically 
reflect GAO’s analysis of how agencies are performing in numerous IT categories. 

 
KC 4 GSA FITARA Scorecard Score 
Lead Office: GSA IT 

Fiscal Year 2019 2020 2021 2022 2023 2024 

Target B+ B+ B+ B+ B+ B+ 

Results B+ A+ A+ B+ N/A N/A 

 
KC 5 - Percent of GSA Staff to Receive Account Access and Standard Laptop on Day 1 

Benefit to the Public: 
This indicator demonstrates both HR and IT readiness, enabling a seamless onboarding and productive 
new hire experience on their first working day at GSA. This contributes to overall employee 
productivity and satisfaction with GSA internal operations. 

Performance Indicator Definition: 
This indicator focuses on improving the new hire experience by measuring how quickly GSA IT is able 
to respond and deliver a standard laptop and account access to new staff on their first day (in-person 
or virtual), when laptop requests are submitted more than 10 days from their entry on duty date. 

 
KC 5 Percent of GSA Staff to Receive Account Access and Standard Laptop on Day 1 
Lead Office: GSA IT 

Fiscal Year 2019 2020 2021 2022 2023 2024 

Target 95.0% 95.0% 95.0% 95.0% 95.0% 95.0% 

 

Results 100.0% 98.0% 98.3% 98.2% N/A N/A 

 
KC 6 - Competition Rate for GSA Acquisitions 

Benefit to the Public: 
GSA must ensure that internal operations are efficient and effective to support low-cost, high-quality 
products and services. This focus on internal excellence is carried forward in how GSA provides mission-
support services to the Government-wide community. Effective and efficient GSA internal operations 
decrease the cost burden to agency customers, freeing up funds to meet mission objectives for the 
American public. 

Performance Indicator Definition: 
Provided from Federal Procurement Data System (FPDS) source data, this indicator is calculated by 
using the percentage of obligated dollars that are completed annually against total obligations. 
Non-competitive obligations to mandatory sources (i.e., coded as “authorized by Statute”) are 
excluded from the calculation. 
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KC 6 Competition rate for GSA acquisitions 
Lead Office: OGP 
 

Fiscal Year 2019 2020 2021 2022 2023 2024 

Target 
 

90.0% 
 

90.0% 
 

90.0% 
 

90.0% 
 

90.0% 
 

90.0% 

Results 91.4% 92.0% 90.7% 90.1% N/A N/A 

 
KC 7 - Number of Completed Evaluations at GSA 

Benefit to the Public: 
Rigorous evidence improves the effectiveness of GSA programs and increases cost avoidance. 

Performance Indicator Definition: 
As GSA grows capacity to build and use rigorous evidence, GSA will develop a portfolio of rigorous 
evaluations. This strategic portfolio of evaluations will inform key investments, programmatic and 
policy decisions. GSA evaluation designs and methods will be rigorous and answer key strategic 
questions, and the results of all completed evaluations will be shared publicly. GSA will track the 
increase in the number of completed evaluations between FY 2022 and FY 2026. 

 
KC 7 Number of completed evaluations at GSA 
Lead Office: OGP 

Fiscal Year 2019 2020 2021 2022 2023 2024 

Target N/A N/A Baseline 4 6 6 

Results 0 0 0 5 N/A N/A 

 
KC 8 - Percent of GSA Business Applications Hosted in the Cloud 

Benefit to the Public: 
The scope of business applications includes systems that provide a business capability, are directly used 
by a user or customer via a graphical user interface, have a business and technical sponsor/owner, uses 
and processes data, and are deployed in a production environment. Business applications are a subset 
of the FISMA system/subsystem inventory. 

Performance Indicator Definition: 
Business applications are a subset of the FISMA system/subsystem inventory maintained by the GSA IT 
security team. The enterprise architecture team determines whether a FISMA system meets the 
criteria of a business application. The system’s POCs denote in the FISMA system inventory whether 
the system uses cloud-hosted technologies. If a business application utilizes a hybrid cloud 
environment, it is considered a cloud system for this metric. 
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KC 8 Percent of GSA Business Applications Hosted in the Cloud (New) 
Lead Office: GSA IT 

Fiscal Year 2019 2020 2021 2022 2023 2024 

Target N/A N/A N/A N/A 53.0% 53.0% 

Results N/A 39.1% 49.2% 52.7% N/A N/A 

 
KC 9 - Equity and Organizational Effectiveness Optimization Measure (EOEOM) 

Benefit to the Public: 
Establish a sustainable core mission capability (workforce and programs) enabling GSA to deliver on its 
promise of an equitable exceptional customer experience by enabling reporting on the optimization of 
GSA's enterprise-wide DEIA and Equity maturity level. The performance indicator will be utilized to 
inform and drive actions that will build the capacity to support effective implementation of Executive 
Order 14035, Diversity, Equity, Inclusion, and Accessibility in the Federal Workforce and 13985, 
Advancing Racial Equity and Support for Underserved Communities Through the Federal Government, 
and GSA's FY 2022 - 2026 Strategic Plan’s Key Capability "A People-First Culture Prioritizing Diversity, 
Equity and Inclusion, and Accessibility”, and the Equity and DEIA Strategic Plans. 

Performance Indicator Definition: 
This indicator will assess GSA's progression toward a mature DEIA enterprise and the integration of 
equity into the agency’s service delivery and operations, leveraging the Office of Personnel 
Management (OPM) Maturity Self-Assessment tool to inform/develop the GSA-specific DEIA and 
Equity maturity model. The model captures data across four categories: Governance, Workforce 
Planning, Workforce Transformation, and Leadership Effectiveness. The performance measure values 
will be the cumulative score of the primary Signals of Maturity (SoM). When calculating the 
cumulative total, each SoM will be equally weighted. 

 
KC 9 Equity and Organizational Effectiveness Optimization Measure (EOEOM) - Overall level of maturity 
(New) 
Lead Office: OA 

Fiscal Year 2019 2020 2021 2022 2023 2024 

Target N/A N/A N/A Baseline Baseline 3* 

Results N/A N/A N/A N/A N/A N/A 

*Target may need adjustment once baseline year values are established. 
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Management and Performance Challenges 

The Government Performance and Results Modernization Act of 2010 requires that Federal agencies 
identify and address management and performance challenges, which include programmatic or 
management functions that have greater vulnerability to waste, fraud, abuse, and mismanagement, and 
areas where failure to perform well could seriously affect the ability of an agency or the Federal 
Government to achieve its mission or goals. Performance Improvement Officers are responsible for 
advocating greater impact through innovation, increased effectiveness and efficiency, and an excellent 
customer experience. 
 
The U.S. Government Accountability Office (GAO) performs annual audits of GSA’s major missions and 
routinely assesses the agency’s progress on management challenges identified on GAO’s High Risk List. 
GAO’s High-Risk List, including agencies and program areas across the Government, is updated every 2 
years and specifies corrective actions GAO believes necessary to improve critical operations and 
activities. GSA has a leading role in supporting Federal agencies in the management of Federal real 
property, a long-standing challenge on the High Risk List, and has equities in several other Government-
wide areas. 
 
GSA addresses reports on major management and performance challenges, and high-risk areas from the 
GSA Office of Inspector General (OIG). The OIG identified eight management challenges in its 
Assessment of GSA's Management and Performance Challenges for FY 2023. GSA’s response to this 
assessment is included in the management challenges section of the FY 2022 Agency Financial Report. 
GSA’s Enterprise Risk Management Program and Management Control and Oversight Committee also 
help to identify challenges. These efforts, in addition to consideration of OIG findings and GAO 
recommendations, provide insights that inform cross-organizational initiatives. On a quarterly and 
annual basis, GSA tracks progress toward successful completion of performance goals and strategic 
objectives enterprise-wide. 
 
 
Evidence-Building 

In FY 2022, GSA conducted a number of evaluation and evidence activities in its Government-wide 
capacity and in support of GSA’s Learning Agenda priorities. Highlights include: 

• The newly established GSA evaluation division completed five evaluations in its inaugural year. 
These included evaluations of the “Equipping our Workforce at Home” program; topic areas like 
US Web Design Systems and accessibility; strengthening the Federal Pulse Survey; and 
incorporating evaluation into digital forms. 

• GSA’s Office of Evaluation Sciences also completed 24 projects with different agency partners in 
FY 2022 on a wide variety of priority evaluation topics. The projects fostered evidence-building in 
support of agency Learning Agendas, the American Rescue Plan Equity Learning Agenda and the 
President's Management Agenda Learning Agenda. These included a descriptive study of equity 
in the Emergency Rental Assistance Program; an impact evaluation to increase voluntary tax 
compliance; an evaluation of strategies to increase return of unused opioids; and an evaluation 
to measure methods to increase take-up of higher education tax credits. The portfolio of 
evaluations in FY 2022 included a sample size of over 7 million individuals, and findings from the 
FY 2022 evaluations reached over 100,000 individuals. 

Other Information 

https://www.gao.gov/high-risk-list
https://www.gao.gov/highrisk/managing-federal-real-property
https://www.gao.gov/highrisk/managing-federal-real-property
https://www.gsaig.gov/sites/default/files/management-challenges/OIG%27s%20Assessment%20of%20GSA%27s%20Management%20and%20Performance%20Challenges%20for%20FY%202023.pdf
https://www.gsa.gov/reference/reports/budget-performance/annual-reports/2022-agency-financial-report?gsaredirect=afr
https://oes.gsa.gov/projects/era-equity/
https://oes.gsa.gov/projects/era-equity/
https://oes.gsa.gov/projects/return-preparer-tax-compliance/
https://oes.gsa.gov/projects/return-preparer-tax-compliance/
https://oes.gsa.gov/projects/opioid-buyback/
https://oes.gsa.gov/projects/aotc/
https://oes.gsa.gov/projects/aotc/
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Data Validation and Verification 

GSA has verification and validation techniques in place, which provide reasonable assurance over the 
completeness and reliability of all performance data contained in this report as required by the GPRA 
Modernization Act of 2010 and GSA Order 2170.1A CFO Performance Measurement and Data 
Verification and Validation Procedures. These techniques included: 

• Maintaining performance measure definition forms that contain performance measures and 
metrics, data sources, computation methodology, and a reliability assessment for each 
performance indicator. 

• Verifying, at least annually, the accuracy and completeness of the information contained in the 
performance measure definition forms. 

• Developing and implementing a new data validation and collection tool to routinize and add 
rigor to regular collection and validation of GSA’s suite of performance metrics. The tool helps to 
promote data integrity and accountability throughout the GSA enterprise. 

  

https://www.gsa.gov/directive/performance-measurement-and-data-verification-and-validation-procedures-
https://www.gsa.gov/directive/performance-measurement-and-data-verification-and-validation-procedures-
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SDVOSB Service-Disabled Veteran-Owned 
Small Business 

SO Strategic Objective 

TMF Technology Modernization Fund 

TTS Technology Transformation 
Services 

TSS Tenant Satisfaction Survey 

WOSB Woman-Owned Small Business 

YTD Year to Date 

ZEV Zero Emission Vehicle 
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